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Introduction 
 The current study aims on presenting the importance of tourism industry for the whole 
world and especially for small cities at the form of urban tourism. In first place there is a 
presentation of global tourism and its importance to the world’s growth the last years. Going on 
special attention has been given to the tourism industry in Greece and how important it is in a 
very crucial era, the era of economic crisis that has very negative effects for a country like 
Greece. Following there is a presentation of existing and future trends in the preferences of 
travelers and how they affect the industry. Next there is a connection between tourism and 
sustainability and the difficulties that some companies face in their effort to be as sustainable as 
possible.  
 As a form of tourism, urban tourism, is then elaborated more and special characteristics 
of this types of tourism are presented and analyzed. Then an example of an urban city, Kavala 
city, is presented and also why Kavala city is an urban destination and what characteristics of 
urban tourism the city fulfills. 
 Last but not least, two Kavala city hotels are chosen and analyzed in order to present their 
accounting, financial and capital structure while also compare their differences and their 
environmental performance. After analyzing the data given by the hotels’ managers the writer 
presents a number of advices and proposals for the hotels to improve their performance. 
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1. Global Tourism Industry  
The tourism industry is one of the most advanced and complex industries around the world. It 
involves in its procedures a huge variety of different industries that sum up to form the wider 
hospitality industry. Travel agencies, hotels, camp sites, restaurants, bars, airline companies, 
local attractions, countries, cities and communities are only some of the stakeholders involved in 
the industry while someone can also find many NGOs involved as well. 
Since the first coach travelers to the todays air travelers many things have changed and the 
industry never stops evolving. More than 1.1 billion people traveled internationally by the year 
2014 without taking into consideration the domestic travelers. There was a significant increase of 
4.4% since 2013, especially if someone thinks of the global economic crisis, the spread of 
diseases in Africa and regional conflicts in the Middle East and Africa as well. These facts can 
lead us to the assumption that even after the harsh terrorist attacks in the heart of France the 
tourism industry in Europe will not be seriously damaged. On the other side, regarding the 
immigration issue in the Aegean Sea, we can clearly observe the negative effects it had at the 
Greek tourism  since many hotels had to limit their seasonal extension to 30 to 45 days earlier 
due to their limited arrivals. Also air companies, such as the Dutch Sundio, decided to cancel 
some of their flights since there was no demand for them.1 (Note that even the limited seasonal 
arrivals in some islands, Greece reached the highest arrivals number ever in July 2015 – 
mentioned also in the chapter about Tourism Industry in Greece). 
                                                          
1 http://www.protothema.gr/greece/article/509412/tromaktikes-oi-epiptoseis-tou-metanasteutikou-ston-
tourismo-tis-elladas/ 
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Going back to the international data the tourism industry, according to the United Nations 
World Tourism Organization, contributes to 9%2  of the Global GDP which is even more 
important if someone considers that it offers 1 in 11 jobs to people from all over the world, from 
the poorest to the wealthiest countries and in all varieties of civilization and cultures. Europe has 
the big share of the 2014 Tourist Arrivals with 51% while Asia and The Pacific follows with 
23%, the Americas with 16%, Africa with 5% and Middle East with 4%.3 Regionally the biggest 
market share is covered by the Southern and Mediterranean Europe with 19% and the 
outstanding 40.2% covered by countries members of the European Union. If we focus even more 
to certain countries France takes the share of the lion in the pie of arrivals with 83.7 million 
while the United States follow with 74.8 leaving Spain as 3rd with 65 million. Now regarding the 
International Tourism Receipts the U.S. leads the race with 177.2 Billion, while Spain follows 
with 65.2 Billion and China trails behind with 56.9 Billion. (The map below shows the density of 
tourist arrivals globaly)4 
 
                                                          
2 http://www.e-unwto.org/doi/pdf/10.18111/9789284416899 
3 http://dtxtq4w60xqpw.cloudfront.net/sites/all/files/pdf/unwto_annual_report_2014.pdf 
4 http://data.worldbank.org/indicator/ST.INT.ARVL/countries?display=map 
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1.2  A Change in the World Tourism Industry 
Last but not least regarding the world tourism industry it is impressive to see that it leads 
the change from a service industry to an experience offering industry.5 Rather than selling a 
service, nowadays, most of the hotel firms and parts of the tourism industry, offer an experience 
as a mean for the guest to enjoy more his vacation and have more benefits for the industry as 
well. For example while in the previous years, hotels were places where someone went only to 
sleep and enjoy his vacation in the area, now this has changed and hotels offer a full package of 
organized vacation, having as priority to design and offer an experience that will engage all your 
five senses and have the guest involved actively or passively.  
But apart from creating external experiences the hotels also changed their interior procedures 
in order to enhance even more the essence of experiences. A good example is the Westin Hotels. 
The Westin Hotels created different brands for its guests in order for them to enjoy the 
experience even while staying in the hotel having as priorities for them to feel special, fulfill 
their need of belonging somewhere, giving them the impression that they are in control and they 
reach their potential and also that they are understood. Such brands are the Heavenly Bed where 
the hotel gave special attention to their beds and the comfort of their guests making them feel 
like they were home, the Heavenly Dog Bed, for the canine lovers, where they included dog 
bowls, welcome kits for the pet friends for no additional charge and the Heavenly Crib where 
they used 100% cotton fitted sheets and sturdy mattresses with coils.6 
 
                                                          
5 https://hbr.org/1998/07/welcome-to-the-experience-economy 
6 Westin Hotels and Resorts: Operations of a Lifestyle Experience 
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2. The Tourism Industry in Greece  
As one of the most visited tourism destinations in Europe and all over the world Greece is 
an example of a country that its economy enjoys the benefits of the tourism industry. Having 
more than 6000 picturesque islands and islets, a huge net of coastlines, pristine landscape, 
Mediterranean climate and one of the most rich cultures and history, Greece is a must visit 
destination for most of the world’s travelers. Some of the must visit destinations in Greece (as 
listed by Tripadvisor’s travelers’ choice7) are 1) Athens, 2) Chania Town, Crete, 3) Imerovigli, 
Santorini, 4) Oia, 5) Fira, Santorini, 6) Hersonissos, Crete, 7) Rethymnon, Crete, 8) Mykonos, 9) 
Tsilivi, Zakynthos and 10) Apokoronas, Crete. 
  Also, apart from the typical sea and sun vacation, people visiting Greece can enjoy other 
types of vacation as well. The country’s countless monasteries and religion places offer people 
the chance to visit Greece and enjoy their religion vacation. Especially people from the Russian 
Federation, Serbia and Bulgaria that are of Orthodox religion prefer Greece for this reason. In 
addition Greece’s mild climate and rich biodiversity are an attraction for the nature lovers that 
either want to see a huge variety of fauna and flora species, or the just want to visit a place for 
hiking or trekking. The country’s environment and biodiversity is also an attraction for those that 
want to follow their need for sustainable vacation because the country can offer vacation 
different than the mass tourism vacation and many NGOs create projects in order for the guest to 
contribute in the preservation of the local environment. Furthermore, Greece’s history and its 
fame around the world play a very important role in the tourism activity of the country. Many 
                                                          
7 http://www.tripadvisor.com/TravelersChoice-Destinations-cTop-g189398 
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guests visit the country to learn more about its ancient civilization, visit places of historical value 
and live an experience that shows them how life was millions of years ago. 
The last years though Greece is in the midst of turbulent times and someone would 
expect that such hardships and bad external image of the country would have negative effects in 
the country’s tourism attendance. On the contrary, the reality is totally different. Greece’s tourist 
arrivals increased by 5.7% between 2014 and 20158, which is even more important if we 
consider that in the same time, Turkey which is a direct competitor had a downfall of 1.61% in 
its international tourist arrivals9. It is important to underline that Turkey has already new losses 
as an aftermath of the terrorist attacks. Norwegian Cruise Lines Holdings has canceled all its 61 
planned trips of their child companies Norwegian Cruise Line, Regent Seven Seas Cruises and 
Oceania Cruises10 while also MSC, an Italian cruise line, replaced the destination ports it had in 
Turkey with ports of Athens and Mykonos11. This can be a chance for Greece to attract even 
more guests and by providing proper experiences keep them for years, enlarging even more its 
share in the European tourism pie. 
Greece also hit another landmark in July 2015 reaching an all-time high of 303538212 
tourist arrivals while having the country’s banks under capital controls and having to find a way 
to deal with the very difficult migration problem that affected the country’s islands. This shows 
the quality of the Greek destination and the need to enhance it even more either by private or 
public investments. 
                                                          
8 http://english.capital.gr/News.asp?id=2408121 
9 http://www.tradingeconomics.com/turkey/tourist-arrivals 
10 http://www.usatoday.com/story/travel/cruises/cruiselog/2016/01/22/norwegian-regent-seven-seas-oceania-
cruises-cancels-all-turkey-port-calls-2016/79130430/ 
11 http://www.telegraph.co.uk/travel/travelnews/12110288/Cruise-lines-avoiding-Turkey-ports-due-to-safety-
concerns.html 
12 http://www.tradingeconomics.com/greece/tourist-arrivals 
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The industry is the country’s called ‘’heavy industry’’ as it contributes to more than 20% 
(20-25%) of the GDP and employs 1 out of 5 residents, a number that grows significantly in the 
Greek islands which have tourism as their main source of income. Also, in economic numbers, 
tourism produces more than 40 billion euro of total demand and cover about 60% of the trade 
balance deficit, numbers that are of major importance in the harsh economic situation the Greece 
faces.13It is important to underline that the country’s GDP declined by 3.5 billion euro the 
industry had an increased income of 1.8 billion euro. The value of investment in the tourism 
industry is 0.2 to 0.65 per euro invested (1 euro invested produces 1.2€ to 1.65€) which results to 
an increase of 2.2€ to 2.65€ increase to the country’s GDP. 
The regions that are preferred by tourists are mostly the Greek islands. In numbers (for 
2013) Crete is the first destination preferred in Greece having a 28.7% of the total tourist arrivals 
followed by South Aegean islands with 24.7%, Ionian islands with 11.0%, Central Macedonia 
with 10.7% and Attica with 9.2%. The industry offers more than 50% of the GDP in the three 
first regions mentioned above, while in the mean time they have the biggest per capita GDP in 
the country, even higher than the per capita GDP in Athens14. Last but not least, the tourism 
industry in Greece is the only industry that kept increasing its contribution to the country’s social 
security funds, while other industries kept and keep shrinking. 
 
 
 
                                                          
13 http://old.sete.gr/EN/SETE/Brief%20History/ 
14 http://sete.gr/media/3004/simasia_tourismou_sete_intelligence_report.pdf 
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3. Travelling Trends 
The tourism industry, as mentioned before, is one of the oldest industries and at the 
moment one of the most productive. People give shape to the industry’s continuously evolving 
character and at the same time the industry itself affects people’s choices and preferences. This 
interaction leads to the formation of seasonal trends that each person involved in the tourism 
industry has to catch up to, in order not to be left behind. Following some trends will be 
examined below and also some opinions of why a traveler choses them and why the trends were 
formed in first place.15 
3.1 Unlimited Holidays  
As utopic as it may sound, the unlimited holidays concept, is taking flesh and bones 
lately in the United States16. Studies have shown that by enjoying more holidays a person gets rid 
of extra anxiety, relaxes more, spends more time with his/her family and eventually is happier 
and more productive. Of course the above mentioned trend is only put in practice when the 
outcome of the employee is better than it used to be before this ‘’trend’’.  
Another benefit is that the vacation are cheaper since they are spread all over the year and 
not only during public holidays when the prices are higher due to a much higher number of 
people going on vacation.  
3.2 Digitalized Vacation 
High tech gadgets gave entered our lives long ago and this could not leave the tourism 
industry unaffected. 
                                                          
15 World Travel Market Global Trends 2015 Report  
16 http://www.businessinsider.com/reasons-companies-offer-unlimited-vacation-policies-2015-10 
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As a first step Hayatt implemented Wi-Fi internet connection in all its rooms and public 
places. But the industry in order to cover the people’s needs (and maybe create new ones) moved 
a step forward. For example in the United Kingdom17, some hotels created their own mobile 
phone applications and online games since almost everyone owns a lap top or a smart phone. 
There are also cities18 that are trying to be as digital and automated as they can possibly 
be. From digitally driven public means of transportation to digital information spots and 
driverless cars, this trend can even change the infrastructure of many cities. 
3.3 Hipster Vacation 
The so called hipster vacation, is a trend that shows the need of people to search for 
alternative destinations that are not so well known to the wide public. They are different than 
alternative tourism since someone can visit a usual city that most people visit but stay in a 
neighborhood that is not visited by many people in order to experience a different side of life19. 
People that follow this trend hunt experiences that are difficult to be found since each 
neighborhood might have its own different culture and mentality20. Such a trend wave is difficult 
to be followed by hotel owners and people involved in the tourism industry, since if a destination 
is visited by a lot of people it loses its ‘’hipster’’ character and becomes usual which eventually 
makes the ‘’hipster guests’’ lose interest in it. 
 
 
                                                          
17 http://www.techcityuk.com/wp-content/uploads/2015/02/Tech%20Nation%202015.pdf 
18 http://www.thedigitalcity.org/ 
19 http://news.wtmlondon.com/press/hipster-holidays-are-changing-the-european-city-break-landscape/ 
20 http://theculturetrip.com/europe/germany/articles/these-12-european-neighborhoods-are-so-trendy-it-hurts/ 
12 
 
3.4 Alternative payment schemes 
This different type of payment for tourism is taking place mainly in India. 66% of India’s 
population is rural without having access to computers, internet, credit cards and other forms of 
digital payment for their travels. This leaves almost 872.000.000 people without a mean to pay 
for their travels other than cash. Travel companies have taken the initiative in order to appeal to 
such customers and offer them alternative payment schemes such as cash on delivery payment 
options. Also they made special deals with internet cafes or internet providing spots in order for 
people to pay cash on them and they make the payments online in order to make the people’s 
procedures easier. It is important to underline that it is expected that the internet access will 
expand to more than 400 million in the next years21. 
 
3.5 New Business Travelers places 
Africa at the moment is a ground where many new start-ups tend to flourish. This will 
create a lot of new work space to attract people from different countries. Hotels, air travelers and 
generally traveling companies are expected to have a great benefit from it also while also many 
people try to combine their working trips along with a few days of vacation22.  
Another positive benefit for the area is that since new companies open there, the living standards 
of the area will rise up and also make the places well known to more people and immediately 
increase the demand for vacation in the continent.23 
                                                          
21 http://www.internetlivestats.com/internet-users/india/ 
22 http://disrupt-africa.com/2015/11/tech-startups-boosting-african-tourism-sector/ 
23 http://www.travelstartups.co/travel-startups-incubator-partners-with-the-islands-of-tahiti-to-launch-a-smart-
tourism-nation/ 
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3.6 Sharing Economy Vacation 
The Chinese sharing economy had a struggle the previous years since its supposed lack of 
quality along with bad fame, made the visitors less willing to choose this type of vacation. At the 
moment though, the Chinese sharing economy made a comeback and grew stronger than 
expected. Internet sources can ensure a guest about the quality of the product he chooses to share 
and also guests are able to rate the product considering its quality and his/her satisfaction. A 
useful ally for the Chinese market were their Western siblings as Airbnb and Uber24 as they were 
used as examples to be followed. It is impressive for someone to see that the Chinese market 
moved a bit further by sharing not only cars25 and apartments but also high tech cameras, 
computers and even suitcases. 
 
3.7 Branding Middle East 
Middle East is in a very bad situation at the moment. The ongoing war in Syria, previous 
arrests in Egypt and many other countries and the hostilities that occur every now and then has 
made the region one of the less desired places for someone to visit.  
The Iranian government though tries to take a step out of the situation. The area’s rich 
history and heritage can play an important role on attracting guests and giving them an 
                                                          
24 
https://ecommons.cornell.edu/bitstream/handle/1813/40210/Sharing_Economy_CPR_FINAL.pdf;jsessionid=71A8
949C97C3D7652B6EF9303132F542?sequence=4 
25 http://www.ft.com/intl/cms/s/2/146d337a-cbe1-11e5-a8ef-ea66e967dd44.html#axzz3zhFk8ec3 
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unparalleled experience26. The Persian Kingdom is a very big chapter of the world history and 
can be the first of many attributes to make the area appealing to foreign guests. It is important 
though to underline the need of renewing the infrastructure of many cities and areas in order for 
the guests to be satisfied because since the past years Iran was isolated from the rest of the world, 
many touristic attraction and infrastructure have been neglected. 
Last but not least, Iran is a country where apart from its historic value someone can visit 
many skiing resorts, 19 skiing resorts are open in the country at the moment, and also enjoy a 
very rich and unique modern culture27. 
 
 
3.8 Crowdsourcing and crowdfunding 
Technology plays a very important role in this trend as well. Many entrepreneurs try to 
find sources for their ideas from many individual investors allowing them to make their ideas 
reality. This crowdfunding type of investment gives the ability to many people that share the 
same passion to put their common ideas in practice by combining their financial capitals. This 
can be a big change to the hotel industry if someone considers the big amount of money that is 
needed for a hotel to be built. Many new types of themed hotels might rise up that will certainly 
have a crow to appeal to, since their character will be decided by a variety of people.  
                                                          
26 http://edition.cnn.com/2015/07/09/travel/iran-tourism-persepolis/ 
27 http://blogs.reuters.com/great-debate/2013/12/16/iran-more-than-persia/ 
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Crowdsourcing28 is a very important tool for the investors. New technologies, increased 
analytic and statistical capabilities, allow the investors to have a solid result of what can attract 
more people, receive feedback from people all over the world and finally produce an outcome 
that will have a certain crowd to follow it. Themed hotels can be a product of such a procedure. 
Pirate hotels, castle hotel, Game of Throne trips in many hotels in Northern Ireland29, Ancient 
Greece cruises and many other brands are created based on people’s opinions. But this method 
does not stop only to small investors.  Even huge players in the arena of hotels, such as Marriott 
International, used crowdsourcing in order to gather the opinions of people and use them to 
design their hotel towels and vending machines.30     
  
4. Sustainability in Tourism 
Sustainable Tourism, as defined by the United Nations World Travel Organization31, is 
‘’Tourism that takes full account of its current and future economic, social and environmental 
impacts, addressing the needs of visitors, the industry, the environment and host communities’’ 
but as the saying goes, it is easier saying than doing. Sustainable Tourism very difficult to be 
achieved since it is continuously evolving goal that needs many sub goals to be achieved in order 
                                                          
28 
https://www.google.gr/url?sa=t&rct=j&q=&esrc=s&source=web&cd=1&ved=0ahUKEwjI4PqzquvKAhVBsiwKHZRsB
T0QFggdMAA&url=http%3A%2F%2Flodgingmagazine.com%2Fcrowdsourcing-is-changing-hotel-design-and-
marketing%2F&usg=AFQjCNFbJDczbm2RdajOG8QvwFcsbJbCTQ&sig2=8YsVmY4chxs_bp3mmnz1jA&bvm=bv.11394
3665,d.bGg&cad=rja 
29 http://www.thelodgehotel.com/game-of-thrones.aspx 
30 http://news.wtmlondon.com/press/keeping-in-with-the-crowd-luxury-hotels-turn-to-social-media-to-design-
and-fund-new-properties/ 
31 http://sdt.unwto.org/content/about-us-5 
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to be nearly perfect. It is impossible to achieve fully sustainable tourism, since there will always 
be some impacts but by being responsible we can achieve the less impacts possible. 
Some ways to improve the performance of the tourism industry towards sustainability are32: 
1) Reduce the negative social, economic and environmental externalities that a company 
might have to its environment. 
2) As a part of a community, make sure that the company offers some benefits to the 
community’s everyday life, assisting into the area’s development. 
3) Taking into consideration the well-being of employees, a tourism company that wants to 
be as sustainable as possible, should care for the best working conditions possible for its 
employees and offer them a pleasant environment to work in. 
4) Since the company’s decision will affect all those that surround the company, it should 
take into consideration the opinions of the locals, as well as of the local authorities and 
other companies that might be affected directly or indirectly for a common and better 
future in the area. 
5) The natural environment is a resource that needs to be protected in order for the future 
generation to be able to enjoy its benefits as we do at the moment and maybe even enjoy 
more benefits. Thus the company should care for the environments preservation and even 
take action in order to enhance its quality since the environment and landscape are also 
one of the main attractions for a guest. 
6) In addition, in order to be able to check its impacts to the local environment, the company 
should take actions that will get the guests involved in this sustainable character. Such an 
                                                          
32 http://www.sustainabletourism.net/sustainable-tourism/definitions/ 
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experience will allow the gets to be more familiar with the local environment, care for it, 
meet its hosts and understand better the culture behind every place and why he or she 
should respect it. 
7) Social concern also should expand to those that might by physically challenged. This 
should be a concern for each company, in order for everyone, regardless his or her 
physical condition, to enjoy the same experiences, at the point he or she is able, as 
everyone else.   
8) As culture of every community is unique and must be preserved, the company has the 
obligation to preserve it as well. Actions that jeopardize the tradition and customs of a 
community should be avoided, while others that boost the local identity and assist on 
raising the healthy pride of each citizen for his or her place, should be strongly 
encouraged.  
A way for a hotel, or a company related to tourism, to follow a more sustainable way in 
its procedures, is to implement an Environmental Management System (E.M.S.) that will provide 
the company with a series of guidelines making sure that it follows a code of conduct with the 
smaller impact possible. Such international Environmental Management Systems are: 
 
1) The Green Key33  
2) Earth Check34 
3) The EU Eco Label35 
                                                          
33 http://www.green-key.org/ 
34 http://earthcheck.org/ 
35 http://ec.europa.eu/environment/ecolabel/ 
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4) Green Globe Certification36 
while in many cases some countries issue their own Environmental Management Systems such 
as: 
1) Eco Label Luxembourg37 
2) Green Certificate Latvia38 
3) Green Crane, Ukraine39 and others. 
An example of a unique passive house hotel40as characterized by Greenhotelier.org is the 
Boutique Hotel Stadthalle in Vienna. Stadthalle is the first hotel worldwide to achieve zero 
energy balance which means that in yearly basis, the hotel produces as much energy as it is 
needed for it to operate. The hotel uses only renewable energy sources like solar and 
photovoltaic panels, ground water heat pumps and even three wind turbines that are expected to 
operate this year since only the approval of the local city council remains to be given. Apart from 
being a building that creates small impact to the environment, the Stadhalle hotel is an addition 
the city’s environment and culture since it fits perfect to the city’s renovated period41.  
 
Apart from the benefits there are also some difficulties on following the path to 
sustainability. The difficulties range in nature since many of them are economical and other are 
social. First of all in order to change an already operating company and specifically a hotel, to a 
                                                          
36 http://greenglobe.com/ 
37 http://mouvement.oeko.lu/ecolabel 
38 http://eco.celotajs.lv/pn/index.php?newlang=eng 
39 http://www.ecolabel.org.ua/ 
40 http://www.greenhotelier.org/destinations/europe/boutiquehotel-stadthalle-a-unique-passive-house-hotel/ 
41 https://www.hotelstadthalle.at/en/sustainability/zero-energy-balance-hotel/ 
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sustainable company you have to invest a lot of money and replace old equipment that is not in 
accordance to sustainable standards. This will take also a lot of time that in many cases increases 
furtherly the total cost. In addition by investing all those money in to changing the nature of the 
company gives the advantage to competitors to invest to more profitable ways of operating and 
consequently take a bigger share of the market. Furthermore for a hotel to operate in a 
sustainable way, continuous monitoring is needed. This is a very complex issue since you also 
have to monitor the behavior of the guests (not allow them to litter the environment, not create 
damage to the community) and especially if the company is under certification of an E.M.S. 
which a possible deviation from the standards set by the E.M.S. might cause the loss of 
certification and can prove the whole investment as a total loss. Last but not least, being 
sustainable means that an operation has to continuously search and implement the best possible 
practices in order to be as closer as possible to total sustainability. This means a chain of 
investments that have a long term benefit but in short time are very costly for the company, 
especially in the midst of a world economic crisis.   
 
 
5. Urban Tourism, characteristics and difficulties in a changing environment  
 Urban tourism is a concept that does not have a clear definition. By many it is described 
as the total amount of touristic activities that take place in a city and have as their main 
characteristic the city itself and its character. It can involve a wide variety of people such as 
holiday makers, business and conference delegates and even the residents and the city’s workers. 
All these people can be involved into activities that are related to the city’s tourism character 
20 
 
such as visiting monuments, museums and other attractions, cinemas and theaters, bars and 
nightclubs, cafes, restaurants, shops and malls, sport stadiums and even offices and work 
premises. The relation of different group of people to different types of activities is portrayed in 
the figure below42 and it clearly shows the complexity of the product called urban tourism. 
 
 
                                                          
42 Source: ©Page and Hall (2003), reproduced with permission from Pearson Education. 
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As someone can observe the residents of a city and the local visitors are the only category 
that is likely to visit and use and resource of the city but this is due to their permanent stay in the 
city. Even the city workers that have a more regular visit to the city than the other categories tend 
to visit most of the attractions but rarely visit the city’s monuments. As for the ones that visit a 
city to enjoy their vacation they tend to visit every place that offers them pleasure and excitement 
and of course they never visit office places and work premises. Last but not least the business 
and conference delegates category have the same behavior as the holiday makers since even they 
have limited free time they tend to spend it in order to get to know some certain places of the city 
or maybe relax and prepare themselves for the next day’s heavy schedule.  
It is rather difficult though to keep a city as a tourist destination if the city itself does not 
have its own attraction and fame to bring visitors. For example a city’s infrastructure plays very 
important role to the visitor’s preferences since if a city lacks of proper infrastructure the visitor 
might not be able to fully experience the city’s attractions and thus create a negative impression 
and negative fame for the city itself even if the city has a very rich and well known culture that 
could be the center of attention for many guests. On the other hand, if a city has a proper network 
of transportation, attractions and places for someone to enjoy his or her stay, friendly and helpful 
locals and be advertised properly, it can create a very positive impression to the visitors and thus 
be a future destination for more and more people43.  
In addition another very important aspect of the urban tourism is the trends that are 
followed globally. As mentioned before in chapter 3, tourists tend to follow certain trends that 
form even the character of the global tourism nowadays. A hipster traveler would seek for a city 
                                                          
43 https://opus.lib.uts.edu.au/bitstream/10453/10042/1/2007005161.pdf 
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that is not that famous and can provide him with a unique, uncommon experience for him to 
enjoy, while a visitor that enjoy the digital era, will seek for a city that can offer him a fully 
digital and automated experience. All these trends can be an actuating lever for each city to take 
initiatives and try to attract as many visitors as its carrying capacity allows, in order to have a 
healthy and not damaging type of tourism.  
 
 
 
5.1 Common characteristics of urban tourists44 
The tourists that are placed in the category of urban tourism have some common 
characteristics that help us understand better the nature of urban tourism, how it evolves and how 
people interested in the industry can prevent changes in the tourism trends.  
i) Rapidity  
Rapidity refers to the length of the stay of a visitor to a city. Visiting a city most of the 
times is for a shorter period of time than visiting for example a beach resort or a winter 
destination in the mountains. This is mainly because people visit a city just for certain things 
such as business or visiting certain cultural attractions. Last but not least it is a common case that 
some cities are visited as only overnight destinations for people to rest in order to travel the next 
day for their final destination. 
                                                          
44 
http://www.didatticacoris.uniroma1.it/materiali/14.25.20_Urban%20tourism%20researchRecentprogressandcurre
ntparadoxes.pdf 
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ii) Selectivity 
One of these characteristics is selectivity. Urban tourists mostly stay for a short period of 
time, often for 2-3 days and this allows them only to visit selected attractions and places in a city. 
Most times visitors take into consideration the public opinion for a place via internet and when 
the visit the city they choose the places that are recommended by hospitality internet sites, social 
media or the opinion of friends that might have visited the place. For example someone that 
visits the city of Athens does not have the time to enjoy the full historic and cultural background 
of the city and thus he or she has to choose between a huge variety of attractions. 
iii) Repetition 
Repetition is something that everyone involved in the tourism industry desires. People 
coming again and again to enjoy the product you offer is something that means they had good 
time, enjoyed their visit and thus they show their appreciation by coming again to enjoy the same 
experience. Urban tourism is another case though. Urban tourists tend to visit a city one time 
only in order to see and enjoy certain things. Once they fulfill their expectations for a place they 
do not visit it again and this is a problem for the industry since it has to constantly renew its pool 
of visitors. Cities, in order to combat this problem, developed 2 strategies. They either try to 
open their product to new markets, especially to the eastern markets which are more vast and not 
fully covered yet, or try to redesign their product offering new experiences and connecting them 
to the old ones in order to attract their old visitors to enjoy the ‘’next part’’ of a joyful experience 
they once had. 
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iv) Capriciousness 
As every type of tourist, the urban tourist seeks for a place that covers his expectations. 
The only difference is that urban destinations are more vulnerable to changes than other 
destinations. Changes in preferences and trends affect urban tourism to full extend. In first place, 
those responsible for the tourism product might overestimate their product and its endurance to 
time and trends. This can lead to not changing the product to something more modern that will 
be a part of new trends and by missing this chance the product loses a big share of visitors 
resulting to its future demotion. There is also the case where a place or a city is famous for one 
element and while attempting to modernize it in order to catch up to the new trends, it loses its 
prior value and ends up discouraging other guests from visiting the place. Those two cases show 
the thin red line that people involved in the urban tourism industry have to walk on in order for 
their product to be appealing to visitors and in the same time remain as a must destination 
enduring the time changes and trends.  
 
6. Kavala City as an urban tourism destination 
Kavala City is one of the most beautiful and historic cities of Greece. Its long history 
tracks back to the 7th century B.C. when the city was formed in the small peninsula of Panagia as 
a colony by Athenian’s living in the island of Thasos. The city changed 3 names as it was 
originally named Neapolis (Nèa-Pòlis which means New City in Greek) and took the name 
Christoupolis (city of Christ) in the Byzantine era approximately between 700A.C. to 800A.C. 
where someone can find the first references of the Christoupolis city. The last and current name, 
Kavala, is mentioned for the first time around 1470A.C. at the diary of the Venetian Captain 
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Angiolello and it refers to the mountain at the side of the city45.   Until 1870A.C. the city was 
limited to the peninsula while by 1928A.C. it started taking its current form by expanding 
outside of the city castle walls. Its history is quite turbulent since it has been under Turkish and 
Venetian occupancy and also it has been sieged and pillaged by the Russian fleet, attacked from 
the north by the Bulgarian army during the first Balkan War and was finally liberated on the 26th 
of July 1916 after careful maneuvers of the Greek Fleet4647. The last time Kavala was under 
foreign occupancy was by the years 1941 to 1944 which found the city under German and 
Bulgarian occupancy. Last but not least the city’s history is very important for one more reason. 
Philip the second, king of Macedon established there the city of Philippi which was a major 
economic control center of the area because it controlled the gold mines of mount Pangain and 
also controlled a passage of the great Egnatia travel road, which was one of the biggest travel 
roads of the time connecting the whole Macedonia region from the east to the west. 
6.1 The city’s economy 
The city economy has changed its character during the years. Before the German 
invasion, the city was the Mecca of tobacco production and process and many tobacco storages 
covered the city’s center which remain still at the moment and are used as shopping malls or 
other shops or governmental buildings. After the German occupancy, the city’s economy 
declined since many of the tobacco company’s left the city for Thessaloniki city, as it was a 
bigger port that was also connected via air and railroad. Nowadays the city’s economy is based 
                                                          
45 http://kavala.pkteam.gr/index.php?page=history2 
46 http://www.sansimera.gr/articles/636 
47 http://www.kavalagreece.gr/tourismos/genika/istorika-stoixeia/ 
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on tourism, agriculture (21% of the city’s extent is lowlands48) while also many cafes and 
restaurants are prosperous in the city’s center.  
6.2 Tourism in the city 
As mentioned before, the main economic activities of the city are related to the 
Hospitality industry and especially during the summer period. It is interesting for someone to 
observe that during a four month period (June to September) the city’s incoming flights summed 
up to a total 70.000 out of 84.000 of the total annual incoming flights49. Apart from air someone 
can reach the city via road, sea but not railroad. The last years, special attention is given to attract 
more and more cruise ships, reaching a total of 13 cruises to be expected during 2016, ranging 
from March to late November50. 
 For a guest, Kavala is famous for certain things51. First of all, the Philippi Archaeological 
Site is the main attraction for visitors from all over the world. As a remnant of the old 
Macedonian empire it attracts guests all year round representing adequately the city’s history. 
Also as another part of the city’s heritage, the city castle is a must see for someone that visits 
Kavala but it is not that famous in order to be a destination that will make the city famous. 
Furthermore, while visiting the city, someone will admire the city’s old aqueduct that is on top of 
a very beautiful arched building. In addition, the area of Panagia (old city) is a picturesque 
neighborhood for someone to visit and also admire the Imaret hotel, the house of Muhamad Ali 
and the old church of Panagia. Also, the city presents also a religious interest since Kavala is the 
                                                          
48 http://www.kavalagreece.gr/tourismos/genika/i-gi-tis-kavalas/ 
49 SETE International Arrivals at main Greek Airports 
50 http://www.cruisetimetables.com/cruises-to-kavala-greece.html 
51 http://www.tripadvisor.com/Attractions-g189471-Activities-
Kavala_Kavala_Region_East_Macedonia_and_Thrace.html 
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first European land that Apostle Paul stepped on and thus named as the patron saint. Apart from 
historical sites and religious area the city can be a summer destination for those that want to 
enjoy their vacation in a city environment near the sea since the closest beach is about 5minutes 
from the city center and it is awarded with a blue flag for its clean water. Nightlife is not so rich 
but for the approximate amount of 2-3 days that someone stays in the city it is more than enough 
providing more than 4 beach bars, 2 night clubs and many restaurants and traditional taverns for 
those that want to enjoy the Mediterranean cuisine and whine. Last but not least, the city is the 
only port to connect the mainland with the island of Thassos52, which is a very famous 
destination for many guests especially from Bulgaria, Serbia, Russia and Germany. With its 
pristine environment, its pearl beaches and its fine traditional cuisine, Thasos can be a much 
desired destination if developed properly. The city has many hotels and rented apartments 
ranging from two 5 star hotels ( Lucy Hotel and Imaret) to cheaper hotels and apartments for 
those that want to enjoy cheaper vacation in a wonderful and friendly environment53. People 
visiting the hotels in the city mostly stay for 2 to 3 nights which is a typical characteristic of an 
urban traveler alongside with them visiting attraction sights covering also the element of 
selectivity. Overall, a person visiting Kavala is easily characterized as an urban traveler since he 
or she stays for very few days (rapidity), visits only few attractions (selectivity), rarely visits the 
city for more than one times (repetitiveness) and is affected by the changes in the product (new 
events and attractions – capriciousness).  
                                                          
52 http://www.thassos-island.com.gr/ 
53 http://www.booking.com/searchresults.el.html?aid=311943;label=kavala-
QnhbOKIbJu0D3_5IwRwFpAS14198573646%3Apl%3Ata%3Ap15%3Ap2%3Aac%3Aap1t1%3Aneg%3Afi%3Atiaud-
146342138230%3Akwd-
1203679152%3Alp9061579%3Ali%3Adec%3Adm;sid=305965b681e486bb10e5374cd5bad0a0;dcid=4;city=-
819810;hyb_red=1;redirected=1;redirected_from_city=1;source=city;src=city&gclid=CI-
ahs7yhMsCFa0V0wodT70JyA& 
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7. Case Study 
   For the current study we are going to examine the case of two city hotels with the 
same characteristics, regarding their quality and ratings but with different location, one in the 
center of the city (Hotel A) and one in the entrance of the city (Hotel B). These two hotels 
represent the majority of the city’s hotels since they share the characteristics that cover the 
expectation of urban travelers and they also cover the biggest range of guests varying from 
typical tourists (summer vacations), religion tourists, tourists that want to visit archaeological 
sites, student tourists, businessmen and conference attendants. While examining these two cases 
the goal will be to find similarities and differences in their accounting, financial and capital 
structure and present why these hotels perform in a different way and how their performance can 
be improved either by actions taken by their managers or by the local community and the local 
governance. Also the study will involve the opinion of the hotels’ managers about Environmental 
Management Systems as well as their hotels’ performance in categories related to sustainability 
and the environment.  
Note that data were taken by personal interviews and questionnaires that are included in the 
appendix sector in the end of the study.   
Hotel A 
Hotel A is a hotel located in the center of the city. It is bigger than Hotel B, since it 
consists of 149 rooms with sea or city view. The hotel includes single rooms, double rooms and 
suites providing the guests with a modern and stylish environment. Its location (apart from being 
in the center of the city, the guests enjoy the wonderful port view), quality and long fame are the 
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hotel’s most important characteristics. In addition, in the hotel someone can find 4 fully equipped 
conference rooms varying in capacity from 15 to 220 people and also an impressive roof garden 
that offers traditional and international cuisine and drinks, while having the city’s port on your 
feet.   
It operates all year round, reaching its peak in the period of June to August, 98% 
occupancy rate and its lowest in the period of December to February reaching barely 42%. The 
average stay for a guest in the summer period is 2 to 3 days while in the winter period it is 
limited to 1 day. For the hotel to operate adequately and cover its expenses, at least 60% 
occupancy rate is needed while its exposure to bank loans is judged as small54 by the hotel 
manager. 
The guests vary in nation but the most frequent visitors are from Greece, Turkey and 
Bulgaria. They visit the hotel for many reasons but the main purposes are either visiting for 
vacation or as businessmen for their jobs. 
Regarding the hotel’s actions in order to be more sustainable, the hotel is at the early 
stage of implementing a HACCP system (which only covers the food safety parameter55) and is 
not implementing any Environmental Management System. The hotel’s manager though believes 
that the hotel can acquire an E.M.S. but there are some difficulties that need to be faced. First of 
all there it not enough space for the establishment of solar panels, wind turbines or other 
equipment that can provide the hotel with alternative sources of energy (the hotel operates only 
                                                          
54 The scale for loan exposure is the following 
 
A) Non existing  B) Limited  C) Small   D) Big   E) Overexposed  
 
55 http://www.greece.lrqa.com/standards-and-schemes/haccp/?gclid=Cj0KEQiAl5u2BRC6yszC1_75v5wBEiQAD-
hdz9LonAMOxWFw7Vzm7cbIl-19fpSolWLlUEDny6R7pCEaAlCl8P8HAQ 
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in electricity with reduces the damage of energy consumption – for example by using oil for 
heating causes more external damage for the hotel). Also it is difficult to implement an E.M.S. 
because of the long and costly bureaucratic procedures and because there is lack of 
environmental consciousness for the local society as a whole.  
On the other hand, the manager finds that apart from protecting the environment, by 
implementing an E.M.S. the hotel can create a positive image that can be marketed and bring a 
profit to the hotel. In addition another profit for the hotel can be the reduction of operating costs 
and last but not least the improvement of the services provided to the guests. 
Closing the description of Hotel A, the strong point, as characterized by the manager, of 
the hotel is its location and the fact that people can easily access the port from the hotel even on 
foot.  
Now regarding the local community, the hotel is surrounded by a big variety of shops and 
places where someone can enjoy his or her coffee, eat his breakfast/lunch/dinner or have his or 
her night drink. It is strongly believed though that the local community can help the hotels of the 
city with many ways. First of all creating a solid and vivid brand name for the city would be very 
effective in order to attract more guests and further promote the city’s qualitative tourism. This 
could create an image for the city and also attract foreign investors that are willing to invest in 
order to make profit but in the same time they are going to create more work spaces for the 
people of the city and enhance the city’s economy. Also another idea is to create events that will 
bring people to the city all year round and not only in the summer. This will extend the touristic 
season and bring profit for the whole city since the hospitality product affects almost every 
procedure of the city. 
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Hotel B 
 Hotel B is located at the southern entrance of the city and it is one of the two hotels that 
someone meets right after he exists the Egnatia highway, giving it the advantage of attracting 
travelers that are willing to spend a night just to rest and continue their journey or businessmen 
that are looking for a place to reach easily without messing with the traffic. It is smaller than 
Hotel A, having 45 rooms, 12 of them being for non-smokers. The hotel amenities include three 
conference rooms that are equipped with high tech audiovisual equipment, meeting the demands 
of every guest with capacity from 35 to 40 people per room while they can also be connected and 
created a much bigger room. Furthermore, in the hotel operates a restaurant covering full day 
meals and also, during summer, the guest can enjoy his or her drink on the beautiful roof garden 
enjoying the beautiful panoramic view of the city. Last but not least, the hotel offers the guests a 
spa experience where someone can enjoy his free time and relax in the pool while also enjoy his 
special meal creating balance between body and spirit. 
 The hotel operates all year round reaching its peak at the period from June to August 
having a 98% of occupancy while it has the lowest percentage of occupancy during the period 
from March to May, having an occupancy rate of 70%. Most of the guests stay for 1 night at the 
hotel while the hotel’s manager estimates that the hotel can be ran adequately with 80 or more 
occupancy rate throughout the year. The hotel’s exposure to bank loans is characterized by the 
manager as limited56. 
                                                          
56 For the scale check endnote (i) 
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 The guests are also mainly Greek people but this time most of them are businessmen 
staying there for short stays in order to catch up to their schedule and as second in numbers 
follows the tourists category. 
 As for actions towards achieving sustainability the hotel has not implemented any E.M.S. 
but it runs according to ISO 9001 and HACCP standards (which ensure the hotel’s quality but 
not the hotels sustainable management). The hotel’s manager believes that the hotel is in no 
place to implement an E.M.S. because the cost of certification is large for the hotel and the 
financial benefits expected cannot cover the costs. Apart from this he recognizes the benefits for 
the environment and the local community and would be interested in implementing such a 
system if there were incentives from the government or an organized plan for the local 
community in order to ensure the benefits of such a system. It is important though to underline 
that the hotel took the initiative to install energy saving lightbulbs and water saving appliances in 
the hotel without following any guidelines set by an E.M.S. This shows the importance of 
protecting the environment in the culture of the hotel regardless the certification. 
 As described by the manager the advantages Hotel B has over its competitors are its 
panoramic view, the ease that someone can access the hotel and its big parking spot, the quality 
of the services provided in all procedures of the hotel and last but not least the standards of 
operating a small but luxurious hotel. 
 Last but not least the things that could improve the hotel’s performance, according to the 
manager, are the promotion of the hotel’s potentials but also the presentation and promotion of 
local sights and attractions that could attract more people to the city.    
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Hotel Analysis 
i) Capacity 
 Both hotels that are examined in the study are city hotels which means that they are 
located in a city and in our case they are not big hotels. Hotel A has a total capacity of 149 rooms 
while Hotel B has a smaller number of rooms with a total of 45 rooms.  This difference in the 
number of rooms can have its advantages and disadvantages. First of all, for Hotel A, as stated 
by its manager a 60% occupancy rate is needed for it to function properly. This means that on an 
annual basis at least 90 rooms must be always full in order for the Hotel to cover its cycle of 
operation. This is exactly 2 times the capacity of Hotel B. Also Hotel A has a mean of annual 
occupancy rate of 75% which means that throughout the year 112 rooms are full covering the 
hotel’s expenses and providing its owners’ with profits. Hotel B on its turn needs an occupancy 
rate of at 80% to be ran which means that throughout the years at least 36 must be full. The hotel 
has a mean of 82.25% occupancy rate which means that 37 rooms are full throughout the year, a 
number which is very close to the limits set by the manager.   
From the data above we can observe that even though Hotel B runs on a higher occupancy rate 
that Hotel A, it is closer to the hotel’s limits of occupancy meaning that extra actions should be 
taken in order to increase the occupancy and ensure the hotel’s survival. As a smaller hotel, 
Hotel B, has the ability to adapt faster to new trends and any changes to the environment but the 
benefits of doing that are smaller than those of a larger hotel, such as Hotel A. On its turn Hotel 
A might be harder to adapt into new trends since its large size needs a bigger amount of money 
for an investment, for example for change its interior spaces, but the benefits of such a change 
are larger since it offers a multiple number of rooms. This also means that in chance of failure, 
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Hotel B can recover faster than Hotel A since the amount of money put in for the investment are 
in a totally different scale. 
 
ii) Location 
 Location is another factor that can define the hotel’s type of guests and its occupancy 
rates. Hotel A is located in the city center. This means that guests staying in the hotel have easy 
access to the market, easy access to the port and the bus station and also easy access in the city 
for their daily routine if they are in the city for business. On the other hand, it is harder for people 
to arrive at the hotel since they have to face all the city traffic in order to reach the hotel and the 
parking is not sufficient for all 149 rooms of the hotel. In addition, for people that like a nice 
view, the hotel offers a nice sea view from one of its sides but from the other sides the view is 
limited to city buildings.  
 Hotel B on its turn is located on the entrance of the city from the Egnatia highway and is 
on the top of the city. This means that it is easily accessible for 1 night stay travelers and 
businessmen since it offers easy access and also a big parking even for trucks and bigger cars. 
This can explain, up to a certain point, the fact that most guests stay in the hotel for 1 night as 
stated by the manager. The view of the hotel is great from every corner of the hotel since on the 
front there is a panoramic view of the city and on the rear there is a nice mountain view. 
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iii) Quality of services 
 Both hotels are of very good quality in their services since both of them are of 4 star 
quality and Hotel B is of 4+ stars quality. Apart from the amenities offered in each hotel, the 
difference is in the standards that are certified by Hotel B. Hotel B has certified its services by 
acquiring an ISO 9001 certification as well as a HACCP certification while Hotel A is only in 
the early stage of acquiring a HACCP certification. This is an advantage for Hotel B since it can 
use these certifications as a proof for the hotel’s quality of services and attract guests that search 
for certified hotels in order to be sure about their stay there.  
 
 
 
 
iv) Performance 
To measure the performance of the hotels we are going to use data given to us by the 
hotels’ income statements and balance sheets57. 
First we are going to calculate the return on equity (ROE58) which shows the 
amount of money produced for each 1 euro of equity. By increasing the Return on 
Equity the hotel creates more value for its shareholders. To do this we have to use the 
following formula: 
 
                                                          
57 Both income statements and balance sheets are included in the appendix sector 
58 http://www.investopedia.com/terms/r/returnonequity.asp 
36 
 
ROE = Net Income / Equity  
 
For Hotel A  
ROE = 191387.20/2048971.96= 0.093. This means that for each single euro of equity 
0.093 euro are produced, or the hotel’s equity has a 9.3% ROE. 
For Hotel B 
 ROE = -165304.75/1201568.34= -0.137. This means that for each single euro of 
equity 0.137 euro are lost. But this is not always the case. Free cash flow sometimes 
allows a company to have stronger return in equity which is the reason that ROE 
cannot be trusted on its own for a possible future investment. A clear example is 
Hewlett-Packard Co that reported -51% ROE but the free cash flow generation for the 
year was positive, performing at 6.9$ or 3.48$ per share59.  
 
 Secondly we are going to calculate the Return on Assets (ROA60). This indicator 
reveals how efficient is the management of a company and how efficiently it takes 
advantage of its assets in order to create bigger income. To calculate ROA we are 
going to use the formula below. 
 
ROA= Net Income / Total Assets 
 
                                                          
59 http://www.investopedia.com/ask/answers/070914/are-companies-negative-return-equity-roe-always-bad-
investment.asp 
60 http://www.investopedia.com/terms/r/returnonassets.asp 
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For Hotel A   
ROA = 191387.20 / 6833312.45 = 0.028. In order to make a result of a company’s 
ROA we have to compare it with ROA of another similar company with more or less 
the same assets or with the ROA of the same company but in previous years. For  
 
Hotel B 
ROA = -165304.75 / 2841855.7 = -0.058. A negative ROA can mean two 
things61, either the company invests a lot of capital in the production while receiving 
little income62, or the company decides to loan more money, increasing the debt, 
because it expects a future positive ROA. In this risky case, the company decides to 
invest more since they expect their investment to be highly efficient and return more 
profit. 
  
Also another indicator we can use is the difference between Current Assets and Current 
Liabilities. This indicator will reveal if the company has enough assets to cover its short term 
liabilities. The bigger the number the easiest is for the company to cover its liabilities and have 
profit. If negative then it means that the company has to increase its equity in order to cover its 
liabilities.   
 
                                                          
61 http://www.ehow.com/info_12102782_can-negative-return-assets.html 
62 http://en.tradimo.com/learn/stock-trading/return-on-equity-capital-assets/ 
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For Hotel A  
  Current Assets – Current Liabilities = 1034540.87 – 492888.93 = 541651.94 € 
 For Hotel B 
  Current Assets – Current Liabilities = 605820.31-1302601.76 = -679358.55 € 
 
The above numbers mean that Hotel A covers effectively its current liabilities having a 
surplus of 541651.94 € while Hotel B needs to cover a margin of 679358.55 € in order to cover 
its current liabilities.  
 
 
 
 
v) Environmental Performance 
To evaluate each hotels environmental performance would need a very big amount of 
data that the hotels were not able to provide us. Thus the only data both hotels provided us is 
energy and water consumption annually. In order to evaluate a general indicator for their 
performance in these two sectors we are going to divide the amount of energy and water 
consumed with the number of rooms. This indicators (energy-water consumption per room) will 
show us how effectively each hotel uses its electric and water appliances. Note here that Hotel A 
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uses only electricity for heating and also that Hotel B has installed new high tech electric 
appliances in all its rooms.  
  
For Hotel A 
Energy Consumption (economic value) = 181738.6 €63 
Water Consumption (economic value) = 47750.3€64 
Number of rooms = 149 
Energy Consumption per room = 181738.6/149 = 1219.72€ annually 
Water Consumption per room = 320.47€ annually  
  
  
For Hotel B 
Energy Consumption (economic value) = 60305.34€ 
Water Consumption (economic value) = 14553.50€ 
Number of rooms = 45 
Energy Consumption per room = 1340.11€ 
                                                          
63 The numbers were given in kw/h and the calculation was done based on the price list of Public Power 
Corporation -https://www.dei.gr/Documents/xt.tim.1.7.08.pdf 
64 The numbers were given in km3 and the calculation was done based on the price list of Δ.Ε.Υ.Α.Καβάλας 
http://deyakav.gr/images/files/timolog.pdf 
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Water Consumption per room = 323.41€ 
 
 After comparing65 the consumptions per room we can see that Hotel A has a more 
efficient energy consumption system, even though it uses electricity as the only power source. 
On the other hand we can say that even if Hotel B has 3€ more, annually, per room, it has a more 
effective water consumption system since in its amenities spa pools are included that consume a 
large amount of water. With good research in the market both hotels could improve their 
performance without even following the guidelines of E.M.S., just by installing some 
environmental friendly devices or by using alternative energy sources. Below there are some 
examples: 
Example of devices that can help achieve the above set goals66 
(The below mentioned products are chosen after research and they are not promoted for 
benefit purposes. For this reason prices of each product are not included but can be found if asked) 
 
 
Light Bulbs 
1) OnLux FiLux A60-6c E2767 
Cost 13€ in 15 years  
                                                          
65 The consumption include water and energy consumed also in the roof gardens, spa, restaurants and other uses 
but since the hotels’ main use is for room renting and their restaurant sizes are relevant to their room numbers, 
there is no separate calculation. 
66 Consulting Project Report EMSs and their role in Sustainable Tourism: The case study of Grand Hotel Palace,       
S. Bermperis, C. Kryos 
67 More models can be found at: http://www.bulb.guide/in/datasheet/lamps/FiLux+A60-6C+E27+6-
Filament+LED+230V+-+4.3W+504lm 
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Power: 4.3 W 
Energy Class: A++ 
Life Expectancy: 25.000 hours  
2) Energy World LED/LCC Energy world 360 milk 
Cost 17€ in 15 years 
Power: 5.5 W  
Energy Class: A+ 
Life Expectancy: 35.000 hours 
 TVs 
1) Samsung LED H4500 Series Smart TV – 24’’ Class (23.6’’ Diag)68 
Consumption 5$ (average similar TV consumes 7$ per year) 
2) LG 22LY340C 22’’69 
Consumption 3$ (average similar TV consumes 7$ per year) 
Minibar 
1) Indel B K40 Ecosmart G 40 Lit70 
Cost: 75€ electricity consumption in 15 years    
Energy Class: A+++ 
Power: 50Kw/H 
  
 
 
                                                          
68More models can be found at: http://www.samsung.com/us/video/tvs/UN24H4500AFXZA 
69 More models can be found at: http://www.lg.com/us/commercial/led-tvs/lg-22LY340C/technical-specifications 
70More models can be found at: http://www.indelb.com/products/hotel/minibar 
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Shower 
1) Earth Showerhead71 – 1.25 GPM MODEL #N2912CH 
Flow Rate High PSI: 1.25 GPM (Gallon Per Minute, 1 Gallon = 3.78 Liters) 
Flow Rate Low PSI: 1.0 GPM 
 
 Toilets 
1) Stealth 0.8 GPD Toilet – Elongated water-saving toilet72  
Ultra-High Efficiency Flush 0.8 GPD (Gallons per Flush) = 3.0 Liters  
 
 Water Taps  
1) 52704 Single lever basin mixer 100 
Flow Rate: 6 liters per minute  
 
Apart from implementing new devices in its operations the hotels can (if not already in 
action) create a plan in order to change its course to receiving energy from renewable energy 
sources. Especially as it is a criterion for the EU Ecolabel (50% of the hotel’s energy must be 
coming from renewable energy sources), the hotels could invest on creating a solar panel park or 
establish solar panels according to the design of the hotel to cover its energy needs. This will in 
long term be a worthy investment since by covering its own needs by renewable energy sources it 
will have cheaper and cleaner energy. In the years to come energy will be more expensive 
especially in countries that produce energy with ways that harm the environment. 
                                                          
71 More models can be found at: http://www.water-smart-
inc.com/water_conservation/products/showerheads4176.html 
72 More models can be found at: http://www.water-smart-
inc.com/water_conservation/products/toilets4176html.html 
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For more details about such a plan the Center for Renewable Energy Sources can be 
contacted73. 
An example of a single roof panel establishment is the following: 
 
5KW SOLAR ENERGY PLUS 250WP74 
Production: around 6500kw per year  
Area: 60-80 square meters 
Saves: 3.500-4.000€ per year 
Estimated depreciation time: 5 years  
Connecting with the Public Power Corporation (Δ.Ε.Η) requires a 25 year contract 
 
8. Conclusion  
The tourism industry is one of the most developed and most profitable industries all over  
the world. Apart from providing income to its shareholders, it provides income to many of its 
stakeholders also, either direct income or indirect income. The industry is spread to every corner 
of the planet either they are habitable or not which means that it exists in places that there might 
not even be a permanent resident.  
Greece is a country that is heavily affected by the tourism industry. With a one of a kind 
environment, friendly people and touristic mentality, Greece is a destination that every person 
should experience. The country’s economy is also heavily affected by the industry since a big 
                                                          
73 http://www.cres.gr/kape/index.htm 
74 http://www.eshops.gr/catalog/product/view/id/286/s/5kw-solar-energy-plus-250wp-
photovoltaic/category/775/ 
44 
 
amount of the GDP is produced by tourism activities and also a big amount of people are 
engaged in touristic activities as their primary job.  
Apart from receiving guests that visit the country for historical reasons or the typical sea 
– sun – sex vacation, Greece receives tourists that are looking for short, urban type vacation. 
Urban tourism is a type of tourism that includes few stays per person that rarely return to the 
destination and are looking for places that are visited for their famous attraction and search for 
them either on-line, or via tourism agencies and travel offices. An example of urban tourism 
destination is Kavala city. 
Kavala city is a very beautiful and historical city that can provide all types of vacation 
ranging from summer vacation for the beach lovers to a historical trip to ancient Greece or a 
religious destination for the Christians. The city has an adequate network of hotels that range 
from 2 luxurious 5 star hotels to smaller and cheaper rooms for rent that can please everyone’s 
budget and desires. These hotels are spread throughout the city, from its center to the suburbs. 
The hotels chosen for the study are both urban hotels, they both have their peaks in occupancy 
rates during summer but there are located in different sites. Hotel A in the center of the city and 
Hotel B on the suburbs.  
In the case study that involved these two hotels we clearly saw that even they differ in 
size they can have similarities such as their season peaks and ethnicity of guests but also they 
have many differences such as the reason each guest visits the hotel and number of stays that 
each guest remains in the hotel. Closing we measured the hotels’ performance, using a number of 
indexes and indicators, and came to the result the both could improve their performance 
regarding their contribution to sustainability.    
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9. Methods used for the dissertation – difficulties met during the procedure 
The dissertation is mainly based on studying book sources, internet sources and audiovisual 
content. Also for the creation of the case study, questionnaires were delivered to two hotels 
(names are not included for privacy reasons) and also opinions from the hotels’ managers. Last 
but not least in order to evaluate the hotels’ data, indicators were created that allow the writer to 
form a solid result. Personal opinion of the writer was of major importance in order to justify the 
results of the indicators.  
During the period of gathering the information for the dissertation, a number of issues 
appeared since the main objective was the formation of a table analysis between 4 hotels, 2 of 
them located in the city of Kavala and 2 of them located in the island of Thasos, but due to the 
limited extent of the tourism season this year (the immigration problem had major involvement 
in this) the island hotels closed earlier than expected. Also, the second target was to involve at 
least 4 city hotels, but again most of the hotels were negative on providing information to the 
writer. Finally, after the final plan was established and the questionnaires were delivered to the 2 
chosen hotels, there was a 24 days delay on receiving 1 of the 2 questionnaires that resulted on 
delaying the whole procedure.   
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Appendices 
 
 
1) Questionnaire 1 (Hotel B) 
 
Αγαπητοί κύριοι  
Στα πλαίσια υλοποίησης της μεταπτυχιακής μου Εργασίας στο Διεθνές Πανεπιστήμιο Ελλάδος, σας 
απευθύνω παρακάτω κάποιες ερωτήσεις έτσι ώστε να κατανοήσω περισσότερο τα διαφορετικά 
χαρακτηριστικά των μονάδων τις οποίες διευθύνετε. Σκοπός της εργασίας μου είναι ο έλεγχος ύπαρξης 
κάποιας συσχέτισης ανάμεσα σε συγκεκριμένα χαρακτηριστικά των ξενοδοχειακών μονάδων και 
επιλογές της Διοίκησης αυτών σε θέματα αειφόρου ανάπτυξης. Οι απαντήσεις σας είναι σημαντικές 
καθώς θα με βοηθήσουν στην υλοποίηση της συσχέτισης αυτής και θα επιτρέψουν μια βαθύτερη 
ανάλυση κατά την περαίωση της εργασίας μου. 
 
 
Ερώτηση 1: Η μονάδα σας λειτουργεί καθ’ όλη τη διάρκεια του χρόνου, ποιες περιόδους υπάρχει 
μεγαλύτερη ζήτηση στα δωμάτια ( εάν είναι εύκολο να σημειωθούν οι μήνες) και ποιο, κατά 
προσέγγιση, είναι το ποσοστό πληρότητας της μονάδας σας σε κάθε εποχή του έτους ? 
Δεκέμβριος - 
Φεβρουάριος 
Μάρτιος – Μάιος Ιούνιος – Αύγουστος Σεπτέμβριος - 
Νοέμβριος 
76% 70% 98% 85% 
 
Ερώτηση 2: Ποιος είναι ο μέσος όρος διαμονής των επισκεπτών κατά την χειμερινή και ποιος κατά την 
θερινή περίοδο ? 
 1 Ημέρα 2-3 Ημέρες 4-5 Ημέρες 5+ Ημέρες 
Χειμερινή 
Περίοδος 
80% 12% 5% 3% 
Θερινή Περίοδος 60% 25% 8% 7% 
 
 
Ερώτηση 3: Ποιο είναι το ελάχιστο ποσοστό πληρότητας που πιστεύετε ότι απαιτείται προκειμένου το 
ξενοδοχείο να λειτουργεί σε επαρκείς (οικονομικά) ρυθμούς ? 
80% 
 
Ερώτηση 4: Θεωρείτε ότι η έκθεση σας σε τραπεζικό δανεισμό είναι: 
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Α) Ανύπαρκτη     Β) Περιορισμένη Γ) Μικρή Δ) Μεγάλη Ε) Υπερβολική   
 
Ερώτηση 5: Εφαρμόζετε κάποιο σύστημα διαχείρισης? (ISO 9001, HACCP κλπ) 
ISO 9001 και HACCP 
 
Ερώτηση 6: Εφαρμόζετε κάποιο οικολογικό σήμα? (EU EcoLabel, GreenKey κτλ) 
ΟΧΙ 
 
Ερώτηση 7: Κατά τη γνώμη σας μπορεί ένα ξενοδοχείο, στο μέγεθος της δικής σας μονάδας, να 
λειτουργήσει σύμφωνα με τα πρότυπα ενός συστήματος περιβαλλοντικής διαχείρισης και εάν ναι ποιες 
πιστεύετε πως θα είναι οι δυσκολίες και τα οφέλη? 
Όχι  
 
 
 
Ερώτηση 8: Υπάρχει κάποια ομάδα επισκεπτών η οποία προτιμά το ξενοδοχείο σας περισσότερο από 
τις άλλες? (Σημειώστε έως δύο επιλογές) 
1. Τουρίστες (γενικά) 2 
2. Επαγγελματίες (για δουλειά) 1 
3. Επαγγελματίες (για συνέδρια)  
Ο
φ
έλ
η
Δ
υ
σ
κο
λίες
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4. Μαθητικές εκδρομές  
5. Τουρίστες με σκοπό την επίσκεψη 
αρχαιολογικών χώρων 
 
 
6. Άλλο (σημειώστε την κατηγορία)        ………………………………. 
 
Ερώτηση 9: Τι εθνικότητας είναι οι περισσότεροι τουρίστες που επισκέπτονται την μονάδα σας? 
 
Ελληνικής 
 
 
Ερώτηση 10: Κατά τη γνώμη σας, ποιο είναι το χαρακτηριστικό το οποίο δίνει στο ξενοδοχείο σας 
πλεονέκτημα έναντι των άλλων ξενοδοχείων στην περιοχή ? 
1) Θέα 
2) Άνεση 
3) Εξυπηρέτηση  
4) Standards  
 
Ερώτηση 11: Με ποιες κινήσεις πιστεύετε πως η τοπική κοινωνία θα μπορούσε να ενισχύσει τον 
τουρισμό στην πόλη της Καβάλας ? 
 
1) Κοινοποίηση δυνατοτήτων  
2) Παρουσίαση αξιοθέατων 
 
Οι απαντήσεις που θα δώσετε παραπάνω θα χρησιμοποιηθούν με απόλυτη εχεμύθεια και ανώνυμα. 
Επίσης μαζί με της ερωτήσεις θα εκτιμούσα εάν σας είναι εύκολο να συμπεριλάβετε στον φάκελο και:  
Α) Την κατανάλωση ηλεκτρικού ρεύματος του τελευταίου έτους (προτιμότερο είναι να γίνει σε 
χρηματικό κόστος καθώς στόχος της έρευνας είναι η μείωση του κόστους προς όφελος της μονάδας). 
60.305,34€ 
Β) Την κατανάλωση νερού του τελευταίου έτους. 
14.553,50€ 
Γ) Παραγωγή ρύπων και κόστος διαχείρισης ρύπων. 
Δ) Ισολογισμός της μονάδας (θα χρησιμοποιηθεί για την βαθύτερη ανάλυση της μονάδας σας). 
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2) Balance Sheet and Income Statement (Hotel B) 
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3) Questionnaire 2 (Hotel A) 
 
Αγαπητοί κύριοι  
Στα πλαίσια υλοποίησης της μεταπτυχιακής μου Εργασίας στο Διεθνές Πανεπιστήμιο Ελλάδος, σας 
απευθύνω παρακάτω κάποιες ερωτήσεις έτσι ώστε να κατανοήσω περισσότερο τα διαφορετικά 
χαρακτηριστικά των μονάδων τις οποίες διευθύνετε. Σκοπός της εργασίας μου είναι ο έλεγχος ύπαρξης 
κάποιας συσχέτισης ανάμεσα σε συγκεκριμένα χαρακτηριστικά των ξενοδοχειακών μονάδων και 
επιλογές της Διοίκησης αυτών σε θέματα αειφόρου ανάπτυξης. Οι απαντήσεις σας είναι σημαντικές 
καθώς θα με βοηθήσουν στην υλοποίηση της συσχέτισης αυτής και θα επιτρέψουν μια βαθύτερη 
ανάλυση κατά την περαίωση της εργασίας μου. 
 
 
Ερώτηση 1: Η μονάδα σας λειτουργεί καθ’ όλη τη διάρκεια του χρόνου, ποιες περιόδους υπάρχει 
μεγαλύτερη ζήτηση στα δωμάτια ( εάν είναι εύκολο να σημειωθούν οι μήνες) και ποιο, κατά 
προσέγγιση, είναι το ποσοστό πληρότητας της μονάδας σας σε κάθε εποχή του έτους ? 
Δεκέμβριος - 
Φεβρουάριος 
Μάρτιος – Μάιος Ιούνιος – Αύγουστος Σεπτέμβριος - 
Νοέμβριος 
42% 83% 98% 77% 
 
Ερώτηση 2: Ποιος είναι ο μέσος όρος διαμονής των επισκεπτών κατά την χειμερινή και ποιος κατά την 
θερινή περίοδο ? 
 1 Ημέρα 2-3 Ημέρες 4-5 Ημέρες 5+ Ημέρες 
Χειμερινή 
Περίοδος 
X    
Θερινή Περίοδος  X   
 
 
Ερώτηση 3: Ποιο είναι το ελάχιστο ποσοστό πληρότητας που πιστεύετε ότι απαιτείται προκειμένου το 
ξενοδοχείο να λειτουργεί σε επαρκείς (οικονομικά) ρυθμούς ? 
Περίπου στο 60% πληρότητα 
 
Ερώτηση 4: Θεωρείτε ότι η έκθεση σας σε τραπεζικό δανεισμό είναι: 
Α) Ανύπαρκτη     Β) Περιορισμένη Γ) Μικρή Δ) Μεγάλη Ε) Υπερβολική   
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Ερώτηση 5: Εφαρμόζετε κάποιο σύστημα διαχείρισης? (ISO 9001, HACCP κλπ) 
Είμαστε στην αρχική εκπόνηση μελέτης για το HACCP 
 
Ερώτηση 6: Εφαρμόζετε κάποιο οικολογικό σήμα? (EU EcoLabel, GreenKey κτλ) 
Όχι 
 
Ερώτηση 7: Κατά τη γνώμη σας μπορεί ένα ξενοδοχείο, στο μέγεθος της δικής σας μονάδας, να 
λειτουργήσει σύμφωνα με τα πρότυπα ενός συστήματος περιβαλλοντικής διαχείρισης και εάν ναι ποιες 
πιστεύετε πως θα είναι οι δυσκολίες και τα οφέλη? 
Ναι   
 
 
Ερώτηση 8: Υπάρχει κάποια ομάδα επισκεπτών η οποία προτιμά το ξενοδοχείο σας περισσότερο από 
τις άλλες? (Σημειώστε έως δύο επιλογές) 
7. Τουρίστες (γενικά) Χ 
8. Επαγγελματίες (για δουλειά) Χ 
9. Επαγγελματίες (για συνέδρια)  
10. Μαθητικές εκδρομές  
11. Τουρίστες με σκοπό την επίσκεψη 
αρχαιολογικών χώρων 
 
 
12. Άλλο (σημειώστε την κατηγορία)        ………………………………. 
Προστασία του 
περιβάλλοντος
Δημιουργία θετικότερης 
εικόνας
Μείωση κόστους 
λειτουργίας
Καλύτερη ποιότητα 
παρεχόμενων υπηρεσιών
Έλλειψη χώρου
Χρονοβόρες διαδικασίες 
γραφειοκρατείας
Έλλειψη περιβαλλοντικής 
συνείδησης από την 
κοινωνία
Ο
φ
έλ
η
Δ
υ
σ
κο
λίες
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Ερώτηση 9: Τι εθνικότητας είναι οι περισσότεροι τουρίστες που επισκέπτονται την μονάδα σας? 
1) Έλληνες  
2) Τούρκοι 
3) Βούλγαροι 
 
 
Ερώτηση 10: Κατά τη γνώμη σας, ποιο είναι το χαρακτηριστικό το οποίο δίνει στο ξενοδοχείο σας 
πλεονέκτημα έναντι των άλλων ξενοδοχείων στην περιοχή ? 
 
1) Τοποθεσία 
 
Ερώτηση 11: Με ποιες κινήσεις πιστεύετε πως η τοπική κοινωνία θα μπορούσε να ενισχύσει τον 
τουρισμό στην πόλη της Καβάλας ? 
 
1) Δημιουργία Brand name προορισμού ‘’Καβάλα’’ από επαγγελματίες του χώρου 
2) Θεσμοθέτηση events στην πόλη 
 
Οι απαντήσεις που θα δώσετε παραπάνω θα χρησιμοποιηθούν με απόλυτη εχεμύθεια και ανώνυμα. 
Επίσης μαζί με της ερωτήσεις θα εκτιμούσα εάν σας είναι εύκολο να συμπεριλάβετε στον φάκελο και:  
Α) Την κατανάλωση ηλεκτρικού ρεύματος του τελευταίου έτους (προτιμότερο είναι να γίνει σε 
χρηματικό κόστος καθώς στόχος της έρευνας είναι η μείωση του κόστους προς όφελος της μονάδας). 
965.000 kw/h 
Β) Την κατανάλωση νερού του τελευταίου έτους. 
24.000 km3 
Γ) Παραγωγή ρύπων και κόστος διαχείρισης ρύπων. 
Δεν παράγουμε ρύπους λόγω χρήσης αποκλειστικά ηλεκτρικής ενέργειας 
Δ) Ισολογισμός της μονάδας (θα χρησιμοποιηθεί για την βαθύτερη ανάλυση της μονάδας σας). 
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4) Balance Sheet and Income Statement (Hotel A) 
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